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Technology Infrastructure as a
Differentiator

ost savings and rev- i
enue optimization are
the hottest buzz in the

industry. Most of the compa-
nies want to cash on in this
by outsourcing functions not
core to their business. For
BPOs, the task is to deliver
superior results at a fraction
of a certain cost and provide
internal profitability, while |
maintaining competitiveness
of the business.

Rajendra Deshpande

While the initial focus of the ~Chief Technology Officer,
industry was on building a Intelenet Global Services
strong and reliable backbone

and using technology as a

selling point, today BPOs are increasingly using technol-
ogy infrastructure as a differentiator highlighting better
quality of service (QoS) and hence, better delivery. In-
telenet has an in-house robust team which looks after
software development and applications.

The company aims at arriving at a per-seat-cost model and
in turn expects the technology solution partners to work
out a pay-as-you-use pricing model keeping in mind the dy-
namic nature of the domestic BPO industry. Pay-per-use
model helps to cut the total cost of ownership significantly.
It helps BPOs to increase their interaction volumes while
automating routine functions amidst issues of workforce ef-
ficiency, deployment flexibility, scalability, and delivering
enhanced customer experience. Ability to scale and geo-
graphical spread are important aspects of the pay-per-use
model as it helps to streamline this cost-sensitive business
and thereby achieve service-cost balance.

On environment-friendliness of the solution

There has been a major shift in purchasing patterns
of organizations especially when it comes to purchas-
ing products or services giving them an ecological edge.
They are cost effective and nimble. The user-friendliness
is important. This factor should be kept in mind start-
ing from the time of adoption to its maintenance, and
till its disposal. By moving toward the cloud, the power
consumption could be reduced, optimally utilize the time
of the employees, and reduce the overall cost of conduct-
ing business. Thus a green hosted contact center with
its utility-based pricing model, on-demand capacity, and
virtualization/integration capabilities can offer consider-
able leverage to a business. [ ]











